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Custom Calling Service Penetration

(

.Allan Low Inc
ImI1 mE PB WbiIII:UIR IIIGk :r.m CbJn Kg[ ~ JIDkH:

% % % % % % % % % % %

IRespondent TestimonyI
Have CCS 45 45 45 39 54 75 41 45 45 31 16

, Customer RecordsI
Have CCS 44 43 44 36 58 74 47 47 51 42 18

Call Waiting 43 43 43 36 57 73 46 46 51 42 17

Speed Calling 6 26 1 6 10 9 10 14 9 8 6

Call Forwarding 8 26 3 7 11 11 11 15 11 8 6

3-Way Calling 10 26 6 7 16 29 11 15 10 10 7

Call Return 4 - 5 i 7 14 1 * 1 1 1

(No ohIr accounts lor more bn 1%)

Have Call Bonus (any) 7 - 9 6 8 14 3 3 6 1 3

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

5ouIce: 0.35. TIIIlt 71 • ~lllInO.5'"
-- --- .. Field Research Corporation
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Custom Calling Service Penetration Tabl~ 1.27

In a separate section of this report, awareness of Custom Calling SelVices is shown alongside awareness of ULTS -- see
Chapter 2, Table 2.S.

The table opposite compares the percentages who say they have any CCS with the percentages who actually have any CCS
according to company records.

It also shows the types of selVices held by the various groups of customers interviewed.

Hi,hU,lrts

45 CI of residential customers intelViewed say they have any CCS -- this is about the same u the percentage who actually do have
such services accordinc to company records: 44~.

Call Waiting shows highest penetration (43~) by far. Ranking far lower in penetration is TIaree-Way Cauing (1m,), Can
Forwarding (S"), Speed Calling (6~) and Call Return (4~).

By e......,: 6TH shows far higher rates of penetration for all of the Custom Calling Services (except for Call Waiting).

Byethnidty/raee: Penetration of CCS varies gnmly by ethnicity/race with Blacks typicalJy much more likely than others to
have these services. Hispanics are also somewhat more likely to have at least one of these services thin are Whites.

Low Inceme Seaton: Low income seniors do not typically have these services. Only ISS have any CCS, according to
company ftlCOI'ds, vs. 44" for total customers.
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Custom Calling Service Penetration

(

Hispanic Asian CbtoIu Korean ~
LD NLD LD NLQ W NUl WNJJ2 laD NLD
% % % % % % % % % %

IRespondent Testimony I
Have CCS 47 60 38 51 44 47 44 77 30 58

ICustomer Records I
Have CCS ·52 64 46 48 48 46 51 53 41 67

Call Waiting 52 62 46 48 47 45 51 53 41 67

Speed Calling 8 12 9 14 15 12 8 29 7 8

Call Forwarding 8 15 11 14 16 12 10 29 8 8

3-Way Calling 12 20 11 14 16 13 9 29 10 8

Call Return 7 8 1 - 1 - 1 - 1

(No other accounts tor mOle !han 1%)

Have Call Bonus (any) 5 10 4 1 3 2 6 - 1

Base (444) (322) (771) (160) (186) (131) (289) (17) (296) (12)

Source: Q.3S. T'" 71 Field Research Corporation
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Custom Calling Service Penetration

Highlights

By language dependency:

Table 1.28

Hispanks: LD Hispanics are LESS likely to have these services than NLD Hispanics, according to company records (52 % vs.
64").

Chi...: LD Chinese are about as likely to have CCS as are NLD Chinese, according to company records.

LD Koreans are about as likely to have CCS as are LD Hispanics and LD Chinese, accordiDg to company records.

30" of LD Vietnamese say they have CCS compum to 41" from company records.
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Amounts Pay for Telephone Service

(

As,," Low Inc
ImI1 GTE PB WbiII HiIR.1Ia :r.m gm Kg[ ntl IIDIIr

% % % % % % % % % % 0/0

IRespondent Testimony I
Basic service

Mean $ 16 18 15 15 16 23 15 14 17 16 9
Median $ 13 15 13 13 12 19 12 12 14 12 5

Extra cost for calls

Mean $ 34 40 33 32 35 43 48 54 57 38 19
Median $ 20 29 20 20 20 22 25 20 38 22 10

ICustomer Records I
Total billed revenue

Mean $ 33 45 30 33 32 40 36 33 43 31 20
A

Median $ 23 27 22 22 22 29 23 22 29 20 11

MTS usage
Mean $ 12 17 10 13 10 11 13 12 17 11 8
Median $ 4 8 3 5 3 4 6 6 8 4 2

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

Source 0.111. Tlb.. 11 Field Research Corporation
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Amounts Pay for Telephone Service Table 1.29

Customers were asked how much they pay for basic service and how much they pay for extra calls. (Other billing data are also
reported in Chapler 4 as part of the discussion of the affordability of telephone service.)

Each company also provided Total Billed Revenue (TBR) (including IntraLATA charges) and MTS (lntraLATA) usage charges
for customers in all samples.

These data are shown in summary fonn opposite.

CAVEAT: Total Billed Revenue includes all GTH/PaciflC Bell charges but not long distance charles. MTS usage is essentially
all IntraLATA toll call charles.

Hi,h'i,hts

On average, residential customers say they pay 534 a month for calls and $16 for basic service. Actual MTS usage is, on
average, $l2 a month. Average TBR is $33.

By company: Accordiag to customer ~rds. GTE customers. on average, pay more for calls than do PacifIC Bell customers:
$17 vs. $10 average MTS. When asked, GTB customers say they spend $40 (vs. $33 for PacifIC BeD) on extra calls.

Byethnidty/nce: Korean customers have much higher call costs than other JfOUPS: both the mean and median figures for
MTS u well • their own estimates of amounts paid extra for calli ale nauch ..... tIIIn for the OIlIer llUIIpI. (TBR is also
hilher for Koreans.) 1"IIcre also appears to be a hiaber than avcnp iIK:ideBce of very IIich volume call ...... among Chinese:
averaae reported costs for calla is much hilher than IIDonc most other JI'OUPS aIdIoup the median is about the SIIDC. Blacks
have the highest bills for _ic service which probably reflects the very hip incidence of CCS IIDOIII this 1fOUIJ.

Low IncoIne Senion: On average, low income seniors report lower costs for basic service aad for extra calls than do customers
in total. Customer ~rds confmn that low income seniors do, in fact, have lower TBR and MTS usage.
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Amounts Pay for Telephone Service

Hispanic Asian ~ Korean YJI,trJanwH
LD NLD LD liW IJl NLD LD HLll LD HLD
% % % % % % % % % %

IRespondent Testimony I
Basic service

Mean $ 13 19 15 15 14 15 16 19 16 16

Median $ 11 14 12 13 10 12 13 15 12 14

Extra cost for calls

Mean $ . 38 33 52 31 68 32 60 32 39 24

Median $ 20 20 28 17 29 15 37 27 22 21

ICustomer Records I
Total billed revenue

Mean $ 27 36 36 35 31 35 43 36 31 34

Median $ 18 25 23 24 21 22 29 29 20 20

MTS usage

Mean $ 8 13 14 1) 12 13 17 13 11 11

Median $ 2 4 6 7 5 6 8 8 4 3

Base (444) (322) (771) (160) (186) (131) (289) (17) (296) (12)

Soua:Q.111, r... 71 Field Research Corporation
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Amounts Pay for Telephone Service

HighUgllts

By lanKuage dependency:

Tabk 1.30

Hispanks: W Hispanics report paying slightly more for extra calls than HID Hispanics ($38 vs. $33). The median, however,
is the same for both groups: $20. LD Hispanics report paying less for basic service, and their MTS ulaKe charges are lower (as
is TBR).

Chinese: W Chinese report much higher costs for extra calls than do NLD Chinese. LD Chinese have slightly lower TBR than
NLD Chinese ($31 vs. $35). Costs for basic service and MTS usage are no higher for LD Chinese than for HID Chinese.

Koreans: LD Koreans show very high TBR and very high MTS usage; they also report much higher costs for extra caUs than
most othen.

Vietnamese: W Vietnamese do not report much higher added costs for calls thin do other customen.
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Type ofBasic Service Have (Company Records)

.Allan Low inc
ImIl GIE PB WbBII:IiIR BBk :rm QlIn Kg[ ~ HOlm:

% % % % % % % % % % %

ULTS (net) 12 11 21 II ~ 21 ~ 1.& II ~ 1!!

Flat 17 11 18 10 37 21 23 16 12 41 54

Measured 2 1 3 3 3 2 3 3 3 2 15

Regular (net)

Flat

B.l. B2 1!l U.6!l T1 'J.j B2 8i II J!l

72 83 69 77 56 73 64 68 71 52 27

Measured 9 5 10
.

11 4 4 11 14 14 5 4

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

....: , ... 71 Field Re...rch Corpoflltlon !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~~
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Chapter 2.0 Awareness, Penetration Rates (among Qualified Customers) and
Interest in Universal Lifeline Telephone Servke (ULTS)

Examines:

Penetration of ULTS among various subsets ofcustOl'Mrs

Percentages ofcustomers who qualih for ULTS

ULTS penetration among those who qualify

Amzreness of ULTS among those who qualih

Amzrene.rs of ULTS among qUlJlifted/don't ""VU
Amzreness of ULTS and Custom Calling Services

Anempts to get ULTS among a~e/don't.""ves and among aware/don't ""VU who qll/JUh

Interest in ULTS (qfter told saRngs on basic rate)

Interest in Call Control Service

(
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Type of Basic Service Have (Company Records)

f
"

(

Table 2.1

The table opposite shows the type of basic service cuslomers had at the time of the interview. 1bese data are based on company
records, nol respondent testimony.

Highlights

About one in five (19"> resideRtiai customers has Universal Lifeline Telephone Service. Amonc both ULTS and non-ULTS
subscribers, almost all have flat rate service rather than measured rate service.

By company: II" of OTB and 21" of Pacific Bell residential customers have Universal Lifeline Telephone Service.

ByethDidty/race: ULTS penetration is fu bieber among Vietnamese and Hispuic cultoalen (43S, 40S mspectively) than
among Blacks, Chinese, Korean or White customers (2311, 18S, ISS and 13S respectively).
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Method for Determining Qualifications for ULTS

Customers who said they had ULTS (after being asked awareness of it) skipped t'!e section of the questionnaire having to do with
interest in Universal lifeline Telephone Service because, if they thought they alriady had it, it made no sense to ask them their
interest in having it. 1bey also skipped the series of questions where the qualifteations for ULTS were administered in a very
precise way to find those who would qualify so they could be asked their interest in it. This necessitated two methods for
detennining whether customers qualified for ULTS:

Those who did NOT say they had it (the majority of customers) were read precise categories to detennine if they would qualify:

"It IuJppens that tM p/IlJM company does offer a special type ofphone service for lo~r income persons. In order to
qualify for this service, you need to meet cenain requirements based on your total household income and 1M number of
people in your household who depend on thDI income. How many people, Including yourself, depend on lhat income?
(RECORD NUMBER). Does that include yourself? (AND 17IEN:) For _ people, you could qualth ifyour lOlal annual
household income is $__ or less. Do you think you would qualih for lhis service?"

IF YES: "For this service, your family cannot have anolher residential lelephone 1IIIIftber, that is, you can have only one
residential phone nlllllber on lhis service. Also, you cannol be cltlJmed as a tkpeNknt or another person's income tax. If
you qlltllih, you must jill out a fonn each year cenihing that you stili meet these reqtdrements. Would you still qualify
for lhis service?"

NOTE: Those who said "yes" to both questions were identified as qualified for ULTS.

Those who said they Mve ULTS (after beinc uted if they hid ...,. of the service) were not uted the above series of
questions. Instead, a different method was used to detennine if they would qualify for ULTS, specifteally:

Responses to annual household income and household size (asked at the end of the interview) were examined to see if
they qualified. This was a somewhat less precise method for two reasons: (a) the income categories at the end of the
customer questiolmaire did not include every income category needed for the aJaorithm and (b) it was necessary to use
total persons -in the household- rather than number of persons dependent on the income.

NOTB: Siace the limited income/family size defmition had to be applied to those who said they had ULTS, they received
the benefit of the doubt and were coullled as -qualify" in thole (relatively few) cues where the limited definition did not
provide all of the specifIC detail needed for the algorithm.
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Percentage Who Qualify for ULTS

(See previous page for description of method for determining eligibility for ULTS.)

Hi,lali,hls

Table 2.2

Almost one in four residential customers (24%) meets the qualifications for Universal Lifeline Telephone Service (ULTS).

By company: GTB has slightly fewer qualified customers: 21 ~ GTB. 24% PacifIC Bell. (Difference is significant at .06
level.)

Byethnkity/race: 49% of Hispanic customers meet the ULTS qualifICations as compaRld to 36~ of Blacks. 41 % of
Vietnamese. 20" of KOIaRs and 19~ of Chinese and 1511 of Whites.

29~ of all seniors (age 60 and over) qualify for ULTS.
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Percentage Who Qualify for ULTS

Asian
nnat GTE PB WbbHIIRBIKk :rm ChIn Kg[ ~

% % % % % % % % % °/0

Say they have ULTS 22 16 23 ~ 31 II II H .ll! JQ

Qualify for it (a) 13 9 14 9 28 16 12 10 5 21

Do not qualify 6 4 7 5 6 13 2 3 1 3

Can't detennine 3 2 3 2 4 4 4 2 3 6

Do not say have it IS. B.5. TI M 2Z ~ a2 ~ 2Q 11

Say qualify (b) 11 12 11 7 20 21 15 9 15 20

Say don't qualify 60 67 59 72 34 37 61 73 68 41

Can't say 7 6 7 . 6 8 9 7 4 7 9

Total: Qualify ULTS 24 21 24 15 49 36 26 19 20 41

(

Base (2623) (1.297) (1326) (1278) (766) (375) (931) (317) (306) (308)

,_,baled 100.... and 0.124

"' 10011011

5olKe: , 440 Field Research Corporation !!!!!!!!!!!!!!!!!!!!!~~!!!!!!!!!!!!!!!!!!!!!!!!
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Percentage Who Qualify for ULTS

(

~ Asian CbiltH KOIHD ~0IID8I8

1.0 NLD LD HLD LD tt.D LD tI.D LD tt.D
% % % % % % % % % %

Say they have ULTS ~ 3D 2Q a II a .ll! - J!! 11-
Qualify for it (a) 38 19 13 6 13 5 6 - 21 17

Do not qualify 4 8 2 3 3 3 1 - 3

Can't detennine 4 3 4 - 3 - 4 - 6

Do not say have it ~ 10 an 22 a2 22 2D.100 10 aJ.

Say qualify (b) 28 13 15 11 11 6 14 41 20 17

Say don't qualify 18 50 58 77 67 82 69 47 40 67

Can't say 8 8 7 4· 4 4 7 12 10

Total: Qualify ULTS 66 31 29 16 24 12 19 41 41 33

Base (444) (322) (771) (160) (186) (131) (289) (17) (296) (12)

'I' ballll upon .........Q.1Ot and 0.924

lbt--"*" ......0 nOd
Sourca: T11III441 .- - Field Research Corporation
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Percentage Who Qualify for ULTS

Higlllights

By language dependency:

Hispanics: 66~ of 1D Hispanics meet the ULTS qualifications compared to 31 ~ amon, NLD Hispanics.

Table 2.3

Chinese: 24~ of 1D Chinese meet the ULTS qualifICations COIIIpaIed to 12~ aDlOOI NLD Chinese.

NOTB: The larIe majority of Korean and Vietnamese customers are clusif"aed u ........ dependent (i.e. chole to be
interviewed in their native 1aD&uIe); thus. it is not possible to exam_ ........ depradllllCy U • variable widaiD ClICh of these
Croups. However. it is possible to note that 19" of 1D Kmans and 41 ~ of LD VietMmcse meet tile ULTS quaUflcations.

112S67\np1\ca1i\c2re¥
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ULTS Penetration among Those Who Qualify for It Table 2.4

The table opposite shows ULTS penetration among those who qualify for it. The .data are based on customers who actually have
ULTS according to company records supplied with the samples.

Highlights

Over half (57%) of those who qualify for ULTS actually have it according to company records.

By company: This is quite different for the two companies: 37% of GTH's ULTS qualified customers have it as compared to
62% of Pacific BeD's ULTS qualified customers who have it.

Byetbniefty/race: This also varies by ethnicity and race. Penetration is hilliest among qualified Chinese, qualified Vietnamese
and qualified Hispanics (66~, 65~ and 66% respectively). Penetration drops to 55% among qualirted Whites and 40% among
qualified Koreans. It is lowest among qualified Blacks: just 38% have it.

Low Income SeDien: 70~ of this group have ULTS.

I I2561\repI\cali\c2rev
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ULTS Penetration among Those Who Qualify for It

(

Customers who qualify for ULTS
Asian Low Inc

ImIl GTE f& WbitlI:UIIlIIIGk Im ChIn Kg[ YJIl IIDIm:
% % % % % % % % % % %

% qualify ULTS 24 21 24 15 49 36 26 19 20 41 100

Among this group
percent who -

Have ULTS (a) 51. 31. ~ II 22 J.a ~ 22 ~ ~ 1U

Flat rate 49 34 53 43 62 34 53 54 36 61 54

Measured rate 8 2 9 12 5 4 6 12 5 4 15

Do not have ULTS (a) ~ M l8. ~ ~ 62 ~ ~ 60 II J!l

Regular flat rate 40 60 35 39 33 60 33 20 48 31 27

Regular measured rate 4 3 4 6 I 2 8 14 II 4 4

Base (1280) (592) (688) (457) (530) (208) (246) (59) (62) (125) (428)

Projected to total-

Qualify, don't have 10 13 9 7 17 22 11 6 12 14 30

lalBlHll Of! cc.paIIJ .... Soua: lIlIl... 171
Field Research Corporal/on
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ULTS Penetration among Those Who Qualify for It

.tl!!PanIcs

ImI1 Lll HW
% % %

% qualify ULTS 49 66 31

Among this group percent who -

Have ULTS (a) 6Q 22 2Q

Flat rate 62 65 55

Measured rate 5 4 5

Do not have ULTS (a) ~ 31 ~

Regular flat rate 33 30 39

Regular measured rate 1 1 1

Base (530) (353) (177)

Projected to total-

Qualify, don't have 17 20 12

(

1·'1......... '...........,._... 1~.._I ..... 44t1.lfl Field Research CorporalIon ~~~~~~~~!!!!
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ULTS Penetration among Those Who Qualify for It

HighUrhts

Tabk 2.5

W Hispanics who qualify for ULTS are somewhat MORE likely than their NW counterparts to have ULTS: 69~ vs. 60~.

NOTB: It is not possible to examine language dependency as a variable among the Asian groups because base sizes become too
small to provide reliable data.

112561\np1\ca1i\c2.."
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Awareness of Universal Lifeline Telephone Service

Introduction to the questioning

To measure awareness of Universal Lifeline Telephone Service (ULTS), customers were asked:

"Have you ever heard of somt!Ihing calkd Universal Ufeline Telephone Service?"

IF YBS: "Do you have lhal service now?"

IF DO NOT HAVB: "What do you lhink lhal is? Who do you lhink II Is for? "

All those NOT AWARB of the name or AWARE but cannot describe correctly were then asked:

",Are you aware lhal lhe phone company offers a special type ofphone service for lower IncOlM peopk?"

IF YBS: "Have you ever lried 10 gel lhis service?" "Do you ha~ II?"

IF NO: "Why don'I you have il?"

IF NOT TRIBD TO GBT IT: "Why have you nol tried 10 gel il?"

This series makes it possible to measure awareness of the name as wen as awareness of the generic service.

Responses are discussed on the following pages.

(
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Awareness of ULTS: among All Residential Customers

Asian Low inc
Total GTE PB Wbb H.iIR iIKk 1m gm Kg[ YJIt IIIlJm:

% % % % % % % 0/0 % % %

Have heard of ULTS (name) 70 64 72 69 74 76 55 63 40 64 74

Say have it (aware) (b) 20 13 21 14 32 32 16 14 8 25 52

Heard of, don't have 51 51 51 55 41 44 40 49 32 39 21

Can describe correctly 28 29 28 31 22 23 27 31 22 28 8

Close to correct 4 4 4 4 1 4 2 4 1 * 1

Incorrect 7 7 7 8 5 4 3 4 3 1 2

DK what it is 12 11 12 11 13 14 9 10 6 10 10

Not aware or can't
describe correctly 52 58 51 54 46 45 58 55 71 47 40

Aware "low income service" 29 32 28 29 32 13 29 30 36 22 19

Say have it 2 2 2 2 6 1 2 * 2 5 II

Total: Know of ULTS (a) 76 74 77 74 86 68 72 75 65 75 80

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

ltI~""''''II4lf'''''''
..4 ...... ....:0.101. 102. UM. 101; , ... 34 ·t.. ......s..

FWd Flese8rch Corporation
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Awareness ofULTS among Those Who Qualify but Don't Have It

Qualify for ULTS but do nqlhave It
- Low

Total Income
!mil ~ fI WbII HIlI ba AllIn HOjor

% % % % % % % %

Total know of liLTS Q2 2Q 10 10 ~ II ~ ~

Say have it (a) 20 21 20 18 20 26 19 20

Don't say have, but aware
name and describe correctly 23 22 24 26 25 14 22 15

Not aware of name, but
aware low income service 26 23 27 25 31 12 25 22

Do not know of liLTS 22 J2 22 J!! 24 ~ II ~

Base (326) (198) (t28) (106) (121) (81) (t01) (tOO)

% 0/those who know
o/ULTSwho-

Know by name 62 65 63 63 59 78 63 60

Don't know by name but are
aware low income service 38 35 39 36 41 24 38 38

...0.,• ..., lieIlD:o.,.. - '.(IIil111UZ1 Field RelltHlrch Corporation
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Awareness of ULTS: among All Residential Customers

The table opposite shows awareness of ULTS (name and generic service} among all residential customers.

Highlights

(

Table 2.6

1be large majority of customers have heard of something called Universal lifeline Telephone Service (7011): this includes 2011
who say they have it and SI ~ who have heard of it but do not say they have it. lUll over half of the 5I. who do not have it
but ae awae of the name CIA describe it comlCtly (28.) leavial 23" aware of the ...... but not ibIe to describe it. 'Ibis
leaves a total of 52. who ae either not aware of the name or are aware but caanot deIcribe it comlCtly; about half of them or
29 II of the total customer base is aware there is a special service for lower income perIODS.

In sum, 7611 can be said to "know of ULTS": 20~ say they have it, another 28" are aware of the name and can correctly
describe it and another 29" ae not aware of the name but ae awae there is • specialleI'Vice for lower income households.

By company: Total "know of ULTS" does not vary signiflCaDtly by company.

Byethnidty/nce: Total "know of ULTS" ranges from a high of 86. &1lIOII& Hispanic customers to lows of 68~ among Blacks
and 65" among Koreans.

Low IaceoIe Senien: Total "know of ULTS" is about the same for low income senion IS it is for customen in total (80S vs.
76").
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Awareness of ULTS among Those Who Qualify but Don't Have It

(

Table 2.7

The table opposite looks at knowledge of ULTS among those who qualify for it (respondent testimony) but do not have it (based
on company records).

Highlights

About two-thirds of those who qualify for ULTS but do not have it indicate they know about the service (69"): 20" say they
have it, another 23C1 are aware of the name and can correctly describe what it is and another 26" are not aware of it by name
but are aware there is a special lower rate service for lower income people.

This leaves 29~ of the qualified/don't haves who are not aware of it.

As shown at the bottom of the table opposite, while most of those who are aware of ULTS are aware of it by name, 38~ of the
total awareness is not triggered by the name.
By company: Awareness among the qualiftedldon't haves does not vary significantly by company.

Byetltnidty/race: Among those who qualify but do not have it, awareness ranges from a high of 76" among Hispanics to just
51 CI among Blacks.

In all groups, most of those who know about ULTS recognize it by name althouP Hispanics are the least likely to do so, i.e.
only 59 CI of the total awareness among Hispanics is triggered by the name.

Low Income Senion: 58" of low income semon who don't have ULTS ·know of ULTS· (all qualifJ by defmition).
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